






































































































































































































































































































































































































































































































































Younger
Generation
s Are Not

As Car-
centric




Question:
How important to you is it to have your own vehicle?

\

75%

T .

Rate “5” 60%
Very
important

Rate “4”

Gen X Boomers




Question:

How difficult would it be to manage and conduct
your daily activities without a vehicle?

67%

46% (9%

Rate “5”
Very 36%
Difficult

Rate “4” 23% 23%

Gen X Boomers
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Best Practice
Generationally-
inspired Marketing
Opportunities
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Culture’s Impact: Gen X
Risk-takers

Defining Events _‘ Independent

Watergate “ Ari
Single parents TaSk_ drlvlen

E—
Latchkey kids i
MTV AN

AlDs | _
Computers Generational

Challenger '\ Values
Glasnost Technosavvy
Berlin Wall | ___Think Globally
Self-reliance
Diversity
Pragmatic
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Best Practice

Use Life Style
As a Way to Talk to

Older Riders
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Remember .
“Age’Is a
state of
mind, not
a number.
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BART

WE TAKE THE WRINKLES OUT
OF SHOPPING

No Traffic, No Parking, No Stress, No Strain.

Take it easy

o

www.bart.gov

...... no®,

- -
.- cane* e

. -
cl N
== PROJECT



WE TAKE THE DRAMA OUT

OF GOING TO THE THEATER

\ No Traffic, No Parking, No Stress, No Strain.

Take it easy

o

www.bart.gov
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Assess & Understand

Customer Satisfaction
By Generation



—

Customer Survey Question

Traditional New
Demographic Question Demographic Question

What age bracket
do you fall in ?

Under 18 What year

16-29 were you born?
30-44

45-64
\ 65+ \

-
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Sort Customer Satisfaction Survey
Results By Generation for Insights

\»’\

Silent Boomers Gen X GenY

5% 850 (40% 47%

Percent say they are satisfied with your
service?
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10 New Rules Exceptional Customer
Service Across Generations

#1 - 5 Generational Opportunities

In Rural Transit # 6'1 0
NICIOEUN Exceptional I El

Workplace WReVES 1 T8 ~ stomers
Service
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- BOOMER




P —

Today’s Agenda

Quick Review: Major Trends & 10 Strategic
Imperatives for Rural Transit

Generational Matters
Generational Challenges In Rural Transit

10 New Rules of Exceptional Customer
Service Across Generations

......
.....
......

Next Steps
® T e
€ BOQNER



Keep Learning

Coc )glc" Google would like to have access to your location. The Google Toolbar will periodically use the network to keep your location up to date. Learn more

Web |mages Videos Maps News Shopping Gmail more v

GOUS

multigenerational workforce Search

About 229,000 results (0.16 seconds)

search

Schol

rational workforce
Leading a multigenerational nursing workforce: Issues. ... - Sherman - Cited by 39

*J Everything

C Images Managing your multigenerational workforce - Kyles - Cited by 12
¥ More Multigeneration employees: strategies for effective ... - Kupperschmidt - Cited by 89

or] Leading a Multigenerational Workforce

File Format: PDF/Adobe Acrobat - Quick View

Three important trends make it crucial that organizations become successful at addressing
intergenerational dynamics: Leading a Multigenerational Workforce ...
assets.aarp.org/www.../leading_multigenerational_workforce_pdf - Similar

All results
Sites with images

¥/ More search tools

Engaging the Multi-generational Workforce - Wellness. Benefits ...
Jun 8, 2010 ... The Role of the Employee Assistance Program Rich Paul, MSW, CEAP.
www.hrmreport.com/.. /Engaging-the-Multi-generational-Workforce/ - Cached - Similar

ror BOSTON COLLEGE

File Format: PDF/Adobe Acrobat - Quick View

How Does the Multi-Generational Workforce Impact Employers? .... multi-generational
workforce. and they may need assistance in developing the ...
www.bc_edu/centers/cwiiresearch/publications/.../MultiGen_EBS._pdf - Similar

Images for multigenerational workforce - Report images

RS

Motivating a Multigenerational Workforce

Motivating a Multigenerational Workforce. By Patti Fralix. Companies are struggling with the
challenges of managing a more diverse workforce. ...

www.myarticlearchive.com/articles/6/243 htm - Cached - Similar

The multigenerational workforce: opportunity for competitive ...

Spon inks
Multigenerational Workplace
Millions of titles, new & used.

Qualified orders over $25 ship free
Amazon.com/books

Managing 4 Generations
Four Generations in the Workplace
Cam Marston Training Videos
www_learncom.com

Learning Dynamics

Training, webinar, e-learning
Motivate all generations at work!
WwWwW Iearnmgdynamlcs com

Multigenerational Courses
Train all 4 generations

to effectively communicate
www.rwceonsultinggroup.com

See your ad here »

BOOMER
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RTAP 2010 Webinar Series

Customer-Centric April 15-1 p.m. EST
Marketing

Exceptional Customer June 17 — 1 p.m. EST
Service Across

FsReiGtiRLS ure and August 12 -1 p.m.
Report Impacts EST

Make Business Part of

Rural Transit’s Business  October 14 — 1 p.m.

EST
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John W. Martin
804-358-8981
jwm@sirresearch.com






